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Survey: Factors Influence 
Selection of Internet Services 
Let’s complete a survey.
www.menti.com
Enter Code: 410545
Internet & Digital Economy
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Internet: Issues & Challenges
According to the literature review hindrances 
to reliable & secure Internet Services is one 
the major challenge 
Due to lack of competition Exorbitant 
Charges for Internet Service
Bandwidth Consumption/ slow speed Issues
Not meeting the QoS (Quality of Service) 
standards e.g.  Technical support, service 
delivery & Global reach
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Research Question
Q) What factors contribute to the 
adoption and selection of Internet as 
a service?
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Methodology
Grounded Theory approach assist in collecting data 
from users who have experience facing the problem 
(Fortin, 2011).
As reinforced by the literature, grounded theory is a 
comprehensive technique for data collection by using 
semi-structure interviews, using observations, 
conducting questionnaires from stakeholders. 
The theory provides a systemic way of clearly defined 
analytic steps but at the same time provides flexibility 
for the researcher to make adjustments to meet the 
research requirements.
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Case Study: HE (Higher Education) Institution
Research was conducted in HE institution with 280 
students between the age of (18-25).
150 male and 130 female students at different levels 
of degree program
Online Survey Questionnaires were used to collect 
data
Coding system was used to identify the level of 
degree program  
These students using Internet at home and they 
decide which Internet Service Provider to use
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Findings
Q1: How many web-enabled devices 
you have in your possession?
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55% of student have 1 to 3 Web Enabled devices
20% of students have 4 to 6 Web Enabled devices
12% of students have 6 to 8 Web Enabled devices
Findings
Q2: Do you regularly use bandwidth 
rich application such as online 
gaming, video conferencing, and e-
commerce?
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82% of respondents use bandwidth rich applications
Findings
Q3: Did you contacted ISP (Internet 
Service Provider) because of poor 
QoS (Quality of Service)?
13
71% of respondents reported poor QoS (Quality of Service) to Internet Provider
Findings 
Q4: Which problem you reported 
to the ISP (Internet Service 
Provider)?
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41% reported Price/Cost as a major problem
29% reported slow speed & bandwidth 
19% reported Reliability & Security issues
11% reported overall QoS (Quality of Service)
Findings 
Q5: Identify the Top factors that 
influence the selection of Internet 
Service Provider and best service 
offered?
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41% reported Price/Cost as a major problem
29% reported slow speed & bandwidth 
19% reported Reliability & Security issues
11% reported overall QoS (Quality of Service)
Conclusion
Key factors that influences the decision to use a 
particular internet service is based around factors 
such as cost, bandwidth or spend of connection, 
reliability & security of the connection and overall 
QoS (Quality of Service).
41% of student’s respondent by stating cost/price
29% of student’s respondent by stating bandwidth/ 
speed of internet connection 
19% of student’s respondent by stating reliability/ 
security issues 
11% of student’s respondent by stating that overall 
QoS (Quality of Service)
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